The University of Washington (UW) is a large, comprehensive research university with a main campus located in Seattle, Washington and two smaller branch campuses located nearby.
This chapter will review two large-scale customer surveys conducted by the UW Libraries (the Triennial Survey and the In-Library Use Survey) and show how results have been used to improve organisational performance, the development of programmes to address user needs, and support advocacy efforts that have led to increased funding. More information about the UW Libraries assessment programme, including survey forms and results, can be found at the UW Libraries Assessment website. 1 The list of references also cites previous publications dealing with these surveys.
Customer Surveys: Strengths and Weaknesses
The large-scale customer survey is a widely used and accepted methodology. A survey helps identify user issues, concerns, and needs and measures performance from the perspective of the user. It can provide a wealth of data that can be analysed using standard statistical However, large-scale user surveys do have their limitations. The participants rely on their previous experiences and the results are usually a compilation of perceptions, not necessarily a rating of current library use and services. The ability to generalise from the survey respondents to the population depends not only on the number of respondents but also how representative they are of the target population. While it is easy to launch a web survey using any number of inexpensive software applications, constructing a survey is not a simple task. It is difficult to frame complicated questions and response scales, and poor wording can skew the results. Constructing a survey properly for the first time can be difficult and costly. The ease of conducting web-based surveys often leads to a plethora of survey requests delivered through electronic mail or available on Websites. Potential respondents suffer 'survey fatigue' which can lead to lower response rates, especially for surveys that are not relevant to the respondent, are poorly constructed, or biased. For these reasons, the large scale survey should not be the only tool in the library assessment toolkit. However, it is a valuable method, and is particularly useful to demonstrate changes over time using longitudinal data (Hinchcliffe, 2015) .
Local Survey Development at the University of Washington Libraries
The University of Washington Libraries is well known for its programme of large-scale cyclical user surveys that have been conducted every 3 years since 1992, the longest running large-scale survey of any North American academic research library (Hiller & Self, 2002; Hiller & Self, 2004; Self & Hiller, 2012) . More than just satisfaction surveys, these 'Triennial Surveys' (as they came to be known) have provided invaluable information about how students and faculty use libraries, their information needs and priorities and the library contribution to research, teaching, and learning during a period of rapid change in the information and higher education environments. Complementing this large-scale survey offered every 3 years is an inlibrary survey that asks what spaces and services were used during a specific visit. The inlibrary survey also includes questions about the importance of, and satisfaction with, various services and spaces, as well as a space for comments. These two surveys provide the basis for a lengthy history of user-centered and evidence-based decision-making and resource advocacy.
University of Washington Libraries Triennial Survey
The initial catalyst for survey development arose from the UW Libraries' first strategic plan in 1991, which called for a user-centered approach to services and resources. Specifically, the plan called for 'the development and implementation of a study to identify user populations, their information needs, and how well they are being met'. Prior efforts to gain information about the UW user community were sporadic and narrowly focused, with the results rarely used.
A Task Force was appointed to design and carry out such a study and made the decision to conduct a survey of UW faculty and students.
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The survey design process began in 1991 and 16 questions were developed with the intent to determine who used libraries and why, what resources and services were used, and what were student and faculty needs for library-related information and programmes. The survey also asked how satisfied faculty and students were with the resources and services of the library. The
Task Force arrived at several decisions concerning methodology that served as a foundation for future surveys:
 The survey would be run during the Spring academic term  The survey population was defined as faculty, graduate and professional students and undergraduates; all faculty and a random sample of students, would be surveyed  Separate surveys would be designed for each user group, although there would be a number of common questions  The survey would be mailed directly to the survey population  The survey would be returned to a nonlibrary campus unit for data entry  A small incentive would be offered for submission of surveys Surveys were mailed in April 1992 to 3900 faculty and random samples of 1000 graduate and professional students and 1000 undergraduates. Response rates ranged from 28% of faculty to 56% for graduate and professional students. The aggregate results for each group (including comments) were distributed to staff with academic programme specific information analysed and also sent to the appropriate subject librarians and library unit heads. The 1992 results showed high satisfaction rates for all groups. While the physical library was of paramount importance to students, nearly half the faculty reported they had connected remotely to the online catalogue and bibliographic databases. Comments from undergraduates indicated a perception that staff at some service desks did not take them seriously.
The Task Force made several recommendations for follow-up actions, including online catalogue improvement; recognising undergraduates as the primary users of the physical spaces;
making it easier to connect to library resources and services remotely; and ensuring that staff treated students respectfully. The latter led to the development of a 'good customer service'
class that all staff were required to attend and which is still offered to new employees. and graduate students continued to increase, especially from off-campus, although there were differences by discipline. For example, scientists and engineers were willing to sacrifice print for online journal access, while those in the fine arts and humanities were still dependent on physical access to the library for their information resources. As a result, print journals in the health sciences and some of the sciences began to be canceled if online versions were available. 
In-Library Use Survey
The 2001 (Hiller & Porat, 2011) . This has enabled the Triennial Survey to remove most of the detailed space-related questions and has resulted in a much shortened survey.
Case Study: Multiple Assessment Methods and User-Centered Design
User surveys in the 1990s revealed that students, especially undergraduates, were the primary users of library facilities. As use of library space shifted from a focus on collections to users, efforts were made to gain input about what was important for them in library facilities.
While survey results were useful, they needed to be augmented with other methods in order to understand how the UW Libraries could better support the student experience.
To address changes in student work in high-technology environments, the UW Libraries The UW Libraries is recognised as an institutional leader in application of survey data and assessment results to shape and deliver high quality services that contribute to student and faculty success. This has played a key role in decisions to increase University investment in the library. As the University moves to a data driven budget allocation model, it is critical that the Libraries present supportive and compelling evidence that demonstrates its value to the University community. Scale of 1 "Not Important" to 5 "Very Important 
